18/67 OH VCO customer called to complain that agent was very 01/24/07 Apologized for rudeness. No follow-up requested. Coached
rude. The agent reached an answering machine and the CA to be more customer service friendly.
customer left a message, but no confirmation was given.

Customer asked if the message was left and agent typed,
"Yes, your message was left! | already told you that!”

22107 Disconnect/Reconnect during calls 01/22/07 Sent customer information explaining the difference
between a GapTel phone and a traditional phone. Expiained
to customer why disconnection/reconnection might be
accurring and sent email with tips to reduce their
ocourrence.

| 9/07 Caller reporied that the CA did not respond to his voice. He 01/19/07 Apolagized and thanked the calier for letting us know anc¢
kept repeating, "hello, hello" many times with nc response. told him it is possibly a technical issue in the system, but |

would forward the report to the call center. No follow up
requested. Met with CA who was a trainee and was her first
time on the floor faking live calls Coached CA.

¥3/07 Customer stated that when his brother called through Sprint 01/18/07 Apologized for the inconvenience. Customer wants a follow
IP elay, that the CA told his brother that he was not deaf, up via e-mail. This agent D number is unassigned.
but durnb. Customer also states that CA saig he was not Attempted to contact customer, no reply. While individual
using relay the proper way. coaching is not possible the center wilt watch for and attend

to any concerns similar to those described.

3/06 Customer stated that this agent didn't follow her instructions 01/18/07 Apologized for the problem and assured that the complaint
and when she asked for custemer service the call was would be sent in as stated. No call back requested. Met with
disconnectad. CA. This call occurred nine weeks ago and CA did not

specifically remember it. CA did demonstrate knowledge of
proper procedure for transferring customer to customer
service

2107 TTY customer stated that the agent hung up on the caller. Q1707 Apologized No follow-up requested. Met with the CA. CA
terminated.

3/06 Caller said agent did not follow notes in database. There is 0117107 Apologized for the problern and let custormer know problem

a technical issue at present preventing database notes from
appearing

would be reperted. No follow-up reguired. Assigned Trouble
Ticket for this issue. Tech is resolving




Expiained to customer why disconnection/reconnection

/07 Disconnect/Reconnect during calls 01/15/07
might be occurring and sent email with tips to reduce their
occurence.

/07 Caller instructed the CA to contact cable customer service 01/11/07 Thanked caller for letting us know and told her the report
with SBC and get a live person. CA kept asking if wanted would be sent {o the call center suparvisor. No foliow up
SBC Gustomner Service, and caller repeated. Caller does not requested. Supervisor met with CA who said she dialed the
want this CA to handle any more of her relay calls. phone number, and the phone was answered Comcast

Customer Service. The CA asked the customer for
clarification. CA again asked, saying she was confused, "
Did you want SBC or cable company?” Caller then hung up.
CA was trying to be helpful making sure she was connecting
caller to the right company. Team Leader informed CA that
it is proper and hetpful to ask for clarification to be certain
the CA is processing the call as caller wanted and following
C3Sl guidelines.

T Agent did not read notes to not type answering machine ARTARYO Thanked the customer for fetting us know and assured that
message but to just type "(Ans Mach)" Ga so they couid the complaint would be sent in as stated, No call back
leave a message first time. Agent aiso hung up on the requested. Team Leader met with the CA and coached CA
customer when she asked to redial to get through the to always read customer notes and never hang up on
privacy manager. customers.

/07 Caller said CA dialted incorrect number twice and waited § g1/05/07 Apologized for confusion. CA did in fact diat the number
minutes for a superviscr. provided by the caller twice. Did not take 5 minutes to get

supervisor. AC processed cali with supervisor overlooking
with no further incident. No action takers. Non-agent error,
This was cbserved by Team Leader.

3/06 Ohio VCO user called to complain that agent did not follow 01/04/07 Apologized for the problem. Customer did not request follow
her instructions that are in her notes and that agent argued up. Met with CA. Coached CA to always follow customer
with her when she questioned agent about what happened notes
during the call.

07 OH VCO user compiained agent kept repeating same 01/03/07 Apologized. and enfered Trouble Ticket. No follow up

greeting with GA then nothing. Agert could hear her but
caller was unable to use VCO. Customer felt agent needs
training.

requested. Verified info with Sprint contact person,
technician was unable to duplicate issue. Agent was spoken
with and it was determined that there was no problems on
subsequent calls. PC was rebooted as a precaution. No
additicnal reports of this nature have been received.




15/06 Captions Lag too far behind voice 12/18/08 Customer shared feedback regarding captioning speed. CS
Rep apologized for incidence and thanked customer for the
feedback and informed them that information would be
shared with appropriate captioning service staff for follow
up. Suggested customer document the date, time and CA
number for more specific follow up.

14/06 Caller said agent did not read database notes about not 12/15/06 Apolagized for the problem. Follow not required on this

explaining retay on her call. issue. We cuirently do not have an agent assigned to the ID
number provided to us.

)0/06 Customer complained that the operator did not following his 12/09/06 The complaint was noted into the system and an apology
instructions. He asked for a male operator and the was given to the customer,
answering operator continued the call. The customer aiso
asked the operator to ask for a specific person and the
operator did not ask for that persen.

15/06 OH voice customer called to report she has been unable to 12/05/06 Apologized and opened Trouble Ticket. Customer called
call her TTY friend via relay for "quite some time." She says and left a message thanking us for teking care of her issue
retay always tefls her the line is busy, but her friend tells her and she is happy now.
the phone was not busy, and they can speak without trouble
if her friend calls her back.

0/06 Customer stated that he called his eye doctor and he felt 11/30/06 The Agent's Team Leader and Center Manager both met
that the words that the CA typed back, including profanity, with agent. She was coached and, due to the seriousness of]
could not be the words that his doctor's receptionist would the complaint, put on the finai warning level of corrective
use. At the end of the call the CA typed "thank you for using action and it was made clear to her that another complaint
Ohio Relay, retard.” like this could resuit in her termination. Customer had

requested phone follow-up. Center Manager called
customer immediately after meating with CA and spoke with
customer. Customer was satisfied with resolution.

/06 Caller reported that on 11/30/06 on call to doctor office, CA 11/30/06 Apologized, wants follow-up ASAP. Due to the seriousness

dialed and rang 34 times then typed "line went dead.”
Redialed and CA typed "idiot stop saying GA" and hung up.
Redialed and CA typed "oh is this you again retard?" and
hung up. Redialed and CA typed "hey (foul name) F. you."
Spoke to supervisor, who said agent would be spoken to.
Afterwarc caller visited doctor office to accuse receptionist
of foul remarks Those remarks were denied

of the complaint, both the Team Leader and Center
Manager met with the CA immediately. Because this was
the secend call in less than two months with a simitar
complaint, the CA was placed on final warning and it was
made clear that any further instances cowid resuit in
termination. Customer was follpwed up with customer at
5:00 PM, approximately one hour after the complaint was
lodged, and he was satisfied with the follow-up. Followeg
up with customer and advised that there were no misdiais
during the timeframe in question. The center manager also

contacted custemer to advise of the status of the cperator




11/20/08 VCO custormner reported CA did not know how to transfer to 11/29/06 Apologized for problem and advised complaint would be
Relay Customer Service so customer needed to hang up forwarded to supervisor. Customer did not request contact.
and dial directly to reach Sprint Relay Customer Service. CA remembered caller requesting to dial customer service

number, gave number, and did not ask for transfer to
customer service. Also stated that the call did not dial out
(no dial tone) at that time. CA was questioned an options
available to try when calls do not diat out immediately, CA
showed correct knowledge of call processing in this area.

11/29/06 Captions - dropped characters/garbled text 11/26/06 Advised customer to contact telephone company o ensure

functiona! line.

11/22/06 OH voice caller received upsetting calls via Sprintip. Caller 14/27/06 Customer was referred from FCC for call blocking of relay
has worked in audiclogy, and is very much aware of relay calls. Apologized, explained we can never block relay calls,
services. She is amazed this abuse of such a necessary as mandated by FCC guidelines of July 1, 2005. Provided
saervice can happen. Relay Account Manager contact information. Customer does|

want contact as well from account manager. Sent detailed
email to customer but no response from her.

11/22/06 Caller said she used Sprint IP Relay to dial 800 432 0762, +1/27/106 Did not mention this to the caller, but had received a calt
which connects to the Michigan Relay Supervisor Desk. The from an Ohio Relay supervisor named Penny eartier in the
cakler is deaf, and a manager at that center, and wanted fo night. The purpose of that call was to get Michigan Relay's
speak with an employee there. This was indicated at the regular access number, which is indeed different from the
beginning of the call. The agent said that she could not number which the caller was trying to reach. { apoiogized for
process a call to another relay service. When the caller the defay which the caller had experienced. She replied that
pointed out that she was not trying to reach another operator] most Sprint IP agents do a fantastic job, but this supervisor
directly, supervisor was contacted and kept the caller was unduly suspicious and insensitive. There was also
waiting for 15 minutes to venify the accuracy of the some confusion about why Juanita identified herseif as an
information. The calier found this an offensive implication Qhic Internet Relay representative when the internet relay
that she was lying. She then placed the call with a different service is not state-specific. E-mail follow up requested.
agent. Met with supervisor explained that white we don't process

relay to relay with two different agents on the line, we do
allow customers to call other relay centers where they are
dialing to speak 10 a specific person at that center. Coached
supervisor to prevent this from happening in the future
Contacted customner and apologized.

11/22/08 Voice customer falt that this CA did not handle the call very 11/22/06 Apologized to the customer far any inconvenience this may

well. The customer felt tncomfortable with the CA because
she was rude throughout the reiay call

have caused. Agent had discussion with Supervisor. Agent
is aware of importance of being polite ati times. Agent does
not handle OH Relay calls however.




1118106

Supervisor was very rude when called over. For example,
when asked for her number, said she did not have one.
When comered that all CAs have them, she grudgingly
admitted that she had a supervisor number and provided it.

11/21/06

Calmed tha customer down and apologized for the
linconvenience. i said that the person should be spoken with
to prevent future problems. The customer does want follow
up. Met with the supervisor in question on and coached her
to always provide number immediately and to make sure
she always maintains a pleasant tone of voice. Caled
customer back and apologized for the incident.

11/17/06

Accuracy of captions

11/17/06

Customer shared feedback regarding accuracy of captions.
GS Rep apologized for incidence and thanked customer for
Ithe feedback and informed them that information wouid be
shared with appropriate captioning service staff for follow
up. Suggested customer document the date, time and CA
numpber for more specific follow up.

11113/06

Customer asked for customer service and the agent didn't
transfer but asked what number to dial.

11/16/06

Apologized to the customer and assured that the complaint
would be sent in as stated. No call back requested. Agent
did not recall specific call, or problems with other calls that
night. Agent corectly described process in transferring calls
to customer service, remembering to give CS phone
number if problem in transter. Agent also correctly explained
when there would be a need to inform a caller that they
reached the wrong number.

11/15/08

Calier said they placed cail and it was a wrong number so
caller asked agent what number was dialed. Caller thought
s/he may have given wrong number and agent said s/he
was not allowed to give that information. Caller then asked
for Customer Service number, agent said s/he was not
aliowed to give that information. Caller then asked to speak
to a supervisor and same thing, not atowed. Caller became
upset and wanted to know about this,

11/15/06

Apologized for the problem and explained that agent is
allowed to help the customer by giving these numbers to
customer. Follow up with customer is not required on this
issue. CA explained that it was an Internet call that dropped
in. Not knowing that calls cannot be technically feasible to
be transferred from the Internet, several unsuccessful
attempts were made to transfer the call to customer service.
CA thought both call-to and cail-from numbers cannot be
given to the customer upon requesi due to company policy.
Coached CA to provide only the call-to number not the call-
from number upon customer’s request.

14/08/08

Caller reported that the operator was talking loud, yelling at
her and being ruda.

11/08/08

Rep was unable to enter CS Live so report was forwarded to
CS in MO the next moming. Customer requests a follow up
call at number provided. We currently do not have any of
our CAs assigned ic the ID number furnished by the
customer. Therefore, we cannot locate and meet the CA in
question for a coaching opportunity. | have reached the
customer successfully, however the customer wouldn aliow
the relay agent who was facilitating the cail tc explain
Internet relay during the cali set-up. The customer
discennected the call. | had the agent redial and have the
agent relay my message in the hopes that the customer
would stay on the line. Mudh to no avaii, the customer
disconnected the call a second time




08

OH VCO customer called to say agent didn't seem to be
paying attention to the call. Several times she spoke to her
and the agent didn't answer until she typed. The customer
asked the agent why she didn't answer and the agent said
only, "I didn't hear what you said.” The agent afso misdialed
the number given twice.

11/02/06

Apologized for inconvenience. Customer wants a call back.
Please leave a number s0 she can retum the call if she is
out. Team Leader met with this agent and went over proper
cail procedures. Told agent that she should contact a
supervisor if they are experiencing technical difficulties.
Explaired the importance of following customer instructions.
Agent understood. Attempted to contact customer, left
follow-up number but naver heard from customer.

OH VCO customer stated he is not able to make a long
distance calf with his COC, which iz in the database.
Customer stated hearing people are abie to make the jong
distance call from his home but he is not able to make a LD
call through relay. This has been going on since Aug 16th
2006. Customer gets a recording that says "all circuits are
busy "

11/01/06

Apologized to the customer, and tumed in Trouble Tigket.
Customer would like follow up. RPM called yesterday
through Video Relay Services but no answering machine.
RPM tried to use TTY to call the customer today at 1 p.m.
and at 3 p.m. and left messages.

J6

CA did not understand what caller said when she gave 2
number with SBC, She wanied to bifl the cak to SBC, but
the CA dialed and got answer to ask for the name with SBC.
Caller faft the CA was not experienced and did not do a
professional jab.

10/26/06

\Apoiogized for the misunderstanding and told her the report
would be gent to the supervisor, Follow up requested and
caller said that she is never contacted by the supervigor
when she asks for follow up. She wilt report to FCC if no
contact is made this time. After | spoke with the CA and TTY]
custormner at separate timas, both seem to have
misunderstood each other as to how the dial-out instructions
should be carried out. CA wasn't deliberate in not foilowing
the customer's instructions; rather the instructions were
what CA thought should be followed. Coached CA to ask for
clarification first, before dialing out. During my follow up TTY
conversation with the customer, apclogized on CA's behalf,
to the customar for the inconvenience we caused.

)6

Catier said agent did net announce relay call and perscn
she calied hung up.

10/16/08

Apolegized for the problem. Ne follow-up required on this
issue. Spoke with CA about this particutar complaint. CA
explained that the TTY customer was upset because the
cutbound caller disconnected the call after the CA
announced the call. The CA dialed back per customer's
request and reached an answering machine. TTY customer
blamed the CA for disconnecting the call the first time. The
foor supervisor confirmed that the CA was telling the truth.
Attached to the hard copy is a document detailing the
incident supporting CA's statement




06 $25 customer waned to make a formal complaint about 10/14/06 Entered complaint into CS Live. Assured customer that a
agent who he felt that did a horrible job of handling his call. call back (through S25 relay) or an email would be sent so
The customer was trying to end his call by saying, "I'm that he can discuss this further and get resolution of his
getting ready to sign off, kindly regards” and the agent couid comptaint, The CA 1D number provided is currently not
not understand. The customer wanted to know if there is a assigned to any of cur employees. Therefore we could not
way to inform S28 operators of certain technigues this meet and coach the CA in question. Emaited a follow up
customer uses. He was also wondering if a cassette tape letter.
could be made of his voice to help train new 525 operators.

He also mentiohed having new operators sit with his "top”
_looaratars who can undecstand him
06 Agent asked customer if they wanted the speed reduced. 10/06/06 Apologized. No follow-up requested. Team Leader coached
CA not to ask to adjust the typing speed if a blind/deaf caller
comes in with no notes posted. Coached CA that if the user
wanted the speed to be lowered that it would aiready be in
the notes. Otherwise, process the call at regular speed.

06 Accuracy of captions 10/06/06 Explained how the CapTel works and how the quality of the

phone line or network affects the quality of the captions.
Explained how to contact the phone company to have thern
check the quality of the line. Suggested customer document
the date, time and CA number. for more gpecific follow up.

06 Asked agen to call bank and she hung up. Customer has 10/04/06 Apologized to the customer for any inconvenience this may
had problems before with this panticular CA. She placed the have caused. Will have the supervisor foliow up with the
calf and disconnected when there were no TTY tones. customer by phone. Met with CA and coached on

disconnection procedure. Also get a floor supervisor to
disconnect or verify that CA followed instructions. Informed
the customer that this CA was placeg on corrsctive action to
hopefully ensure that disconnects won't happen.

06 VCO caller was very upset. CA dialed the wrong number. 10/04/06 Apologized to the customer for any inconvenience this may
Caller told the CA this. CA repeatedly asked the caller ta have caused. Met with CA immediately. Coached him 1o cal
repeat the number. Caller was heid up about 5-10 minutes for assistance if having trouble understanding or needs help
because of this. with call processing.

D6 TTY user piaced a call. After the cali was over, the TTY user| 10/04/06 Apologized to the customer and that this behavior wasn't
saw. (Person hung up) ORS XXXF GA or SK. The CA did acceptable. Customer requested follow up, however no
not give the customer a chance to respond before the CA contact information was furnished. CA did not remember
typed, “thanks sksk” followed by an urpleasant remark, this particuiar call and said s/he is not rude to any caller
“‘siowpoke” before the CA disconnected the call. TTY user especially one that's disabled. Coached CA to make sure to
has cerebral palsy and is not a fast typist and was highly have the flcor supervisor document the call before
offended by this call disconnecting the call because there were no response

received from the catler

16 Caller has been getting numerous fraud calls at his 10/04/08 Informed caller we cannet put a bleck on his iine. Suggested|

business. He was wondering if a block could be put on his
line.

he contact his local phone company to sea if they can assist
with that. Also gave the number for the FCC to report fraud.
No foilow up required.
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06/09/06

M TTY user stated she gave the number to dial the CA and
dialed local number; the CA typed (one moment please)
then Ring 1 2 (click sounds) (line disconnected) GA The
customer asked the CA why click? The CA typed (don't
have that info). Custorner said CA had that info and refused
to give it to the customer. Apoiogized to the customer, and
asked if she wanted a follow up from the Supervisor,
Customer thought | told customer to apologize then she
asked me if | was fake. | said | was a live person. Customer
said she were going to contact the FCC. Customer would
not answer if they wanted a follow up or not.

08/21/08

Reviewed the complaint with the CA who explained that the
line simply disconnected. Since the CA had no idea why the
line disconnected, the CA gave appropriate response,
"don't have that info." Coached CA to explain why clicking
sound was heard - phone simply disconnected with no one
angwering the phone. Hopefully the customer would be left
under the impression that the phone was never picked by
the caller the customer was trying to reach.

08/19/08

OH VCO customer said she got the GA from the operator,
customer gave instructions on who to dial from FD list.
Qperator never came back o the line. Customer does not
need follow up, but said the operators need more training
and better supervision.

08/16/06

Apologized to the custormner. Met with CA who said she
dign't have any calls like this. CA demonstrated knowledge
of correct handling of FD.

08/16/06

VCO customer cannot calt his daughter's local number or
cell or his son in laws cell when using OH relay service. He
gets through fine on regular line but not when using relay
service and gets the recorded message that all circuits are

08/17/06

Apologized for the problem and assured that a trouble ticket
would be turned in to fix the problem. Calt back requested.
Complaint was forwarded on to Sprint tech. This ticket has
already been forwarded to OH Acct. Manager to handle.

0B/10/06

hy

OH VCO user complains agents are not paying attention to
her customer note to leave a message the first time, and
suggested that the notes be more prominent. Customer did
not have ID #s.

08/10/06

Apologized and thanked her for Jetting us know. No contact
wanted. AM made effort to update team about customer's
need for a more prominent display of customer's relay
experience neads.

08/02/06

Voice calier reported that she cannot connect to her sister
through OH relay operator. Sister lives in MA. Sha reaches
a fast busy sighal and cannot connect. When dialing the
number direct not through relay the phone rings
successfully.

08/02/06

Apologized for the inconvenience and told caller a trouble
ticket would be entered to research the problem. Suggested
the caller try placing the calt through MA relay and provided
the nurnber. Test call through MA relay was successful. No
follow up reguested. Customer now realizes that the normal
busy signal could be aftributed to her deaf sister-in-iaw
being on the dial-up internet often. However AM encouraged
customer to catl CS back if it is determined that the other
party does not have dial-up internet that ties up the phone
line.

07/31/06

VCO caller was upset that the agent "did not do her job
properfy.” When the caller gave the agent a number to dial
with the instructions to let the caller leave a message on the
answering machine if one was reached, rather than typed it
out. The agent dialed the number and typed "(EXPLAINING
RELAY) GA." The caller thinks a message was left but
when then asked the agent if an answering machine was
reached and message was left, there was no answer from
the agent.

07/31/06

Apologized for the problem and let the caller know that a
supervisor would be meeting with the agent to go over this,
Spoke with the agent who said she did not remember this
customer at alt nor would she send explaining relay when
the customer requests to leave a message on an answering
maching. This agent said she knows the comrect procedures
when a customer asks {0 leave a message on the first
attempt and she does net remember any customer asking
for this today
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07/30/06

Customer cannot make long distance calls through Retay.

07/30/08

Apologized. Trouble Ticket was opened. Follow up
requested. AM talked to customer. Customer now realizes
that the normal busy signal could be attributed to her deaf
sister-inaw being on the dial-up intemed often. Howaver AM
encouraged customer to call CS back if it is determined that
the other party does not have dial-up internet that ties up the
phone line.

Q7/29/06

Voice customer is suddenly not able 1o place calls to her
mother, the call is being biocked.

07/29/06

Apologized, opened Trouble Ticket. Forwarded to
appropriate center. No follow up requested.

07/27/06

Caller cannot call daughter through relay -- gets a constant
busy signal

07/27/06

Apologized for the problem and opened a Trouble Ticket.
Follow up with Account Manager is required for problem
resclution. AM saw that the issue lies with the customer's
phone company, Cinn Bell. Cinn Bell had told our engineers
that the issue now beiongs to Cinn Bell.

07/25/06

Disconnect/Reconnect during calls

07/25/06

Sent customer information explaining the difference
between a CapTel phone and a traditionai phore. Explained
to customer why disconnection/reconnection might be
occurring and sent tips to reduce their cccurrence

Q7/18/06

Technical - General

07/19/06

Apologized for this incidence. Contacted Call Center
personnel and they explained the problem was identified
and remedied immediately.

06/05/06

Accuracy of captions

G7/06/06

Customer shared feedback regarding accuracy of captions
and capticning spee¢. CSR apologized for incidence and
thanked customer for the feedback and informed customer
that the feedback wouid be shared with appropriate
captioning service staff.

i




03/06 Customer reported abrupt disconnects. 07/03/08 Apologized. Service ticket was opened. Foliow up
requested. AM talked to the mother of the customer. Mother
reported that the customer is hearing and uses a TTY to
chat with a deaf friend. | asked for a return call if the relay
service issue persists,

31/06 Customer was a voice caller who asked for a specific 07/02/06 Apologized to customer, No follow up required. CA was met
person in his FD list, and the operator asked "you have a FD) with and confirmed she knows procedures for frequently
tist?" Customer was not sure if she was new or what and dialed lists.
wants to make sure she is aware to not to ask that.

20/06 During the process of leaving and reading messages, CA 06/21/06 Although CA doesn't remember this incident, CA was
kept typing to the customer, "If you're there, we can't hear coached to use appropriate phrases to sound polite.
you." The customer was there, but didn't answer because he|
wasn't sure why CA kept typing that. The customer was just
curious why CA Kept typing, "If you're there, we can't hear
you.” Will notify the supervisor regarding this complaint and
hesshe will provide coaching on this CA on proper etiquette.

07108 Sound Quality - Static 06/14/06 Provided customer with general troubleshooting suggestions|
1o minimize static. Customer disengaged digital phone
which resolved probiem.

12/06 STS customer has bean doing STS calls for quite sometime 06/12/06 Apologized. Follow-up requested. CA was following CA §TS

and recently he was told he cannot give the agent the
message beforehand, that he has to dial out to be sure
there is an angwering machine picking up before giving the
agent a massage. Custormner thinks by giving the message
beforehand, it speeds everything up rather than slowing
things down and disagrees with the supervisor on this issue.

protocol.




Complaint Tracking for OH (06/01/2006-05/31/2007). Total Customer Contacts: 109

Date of Comptaint

Nature of Complaint

Date of Resolution

Explanation of Resolution

Q5/30/07

Voice customer said when calling his dad (VCO) he asked
the operator 1o turn down the typing speed and turn off
Turbo Code because VCO user was getting nathing but
garbling and operator refused and told the voice person that
she didn't have to talk to him and she would refay it to the
VCO customer. VCO customer said operator was very rude
and then didn't confirm whether operator did this or not.

05/30/07

Contacted the Daylon Relay Center representative and
clarified this complaint due to the fact there is no neither
ticket number nor follow up contact information. RPM
received confirmation: from the Dayton Relay Center
representative that the customer does not request follow up.
Therefore, RPM will close this case.

11/20/08

VCO customer reports CA did not respond after the GA
spokert during a2 VCO to voice call; caller dig not receive
any further response from CA and finally disconnected to
redial number with a different CA. Caller said CAs de not
type what is heard correctly & calls are very difficult to
understand and complete; they need more training, and
don't care about their work. They're slow typists, need o be
monitered, are incompatant, not efficient and make a bad
name for relay.

05/25/07

Apoclogized for probiem and advised complaint would be
forwarded to supervisor. Custemer did not request contact.
Team Leader met with this agent. Discussed proper call
procedures and the importance of foliowing customer
instructions. Told agent that if experiencing any technical
problems that a supervisor shouid be notified of any issues.
Agent understood

05/22/07

Disconnect/Reconnect during cails

05/22/07

Sent customer information explaining the difference
between a CapTe! and a traditional phone. Explained to
clistormer why disconnection/reconnection might be
occurring and sent tips to reduce their occurrence.

05/10/07

Customer stated that this CA got some very important
infarmation mixed up on her call. The CA typed the times
wrong, getting them just reversed. This would have caused
the custemer much frustration had she showed up for the
function at the wrong tirme

05177107

Apologized for the problem and assured that the complaint
would be sent in as stated No call back requested.
Supervisor spoke with CA who stated she did not remember
doing this, but would pay careful attention to make sure to
get all of the information given is correct and accurate

05/03/07

Voice person said CA talked to her in a rude impatient

manner because she didn't respond right away after getting
tha GA.

05/16/07

Supervisar met with and coached CA to remain patient and
polite if caller is unresponsive

e o inin o e AR
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07 VGO was concemed that operator typed very slow and had 05/10/07 Met with operator and relayed customer’s concern. | did
to tell the veice persor many, many times to slow down. notice several typos on the screen
VGO said there were many mistakes in typing

{*5] VCOQ customer said CA did not fype what was said correctfy, 05/10/07 Apologized for probiem and advised complaint would be
name was misspelied, and many other words were forwarded to supervisor. Gustomer did not request contact.
incorrect. Caller said CAs do not type what is heard cormrectly Team Leader met with agent. Went over proper call
& calls are very difficult to understand and complate; thay procedures and the importance of accurately relaying the
need more training, and don't care about their work. They're conversation. Agent understood
slow typists, need to be monitored, are incompetent. not
efficient and make a bad name for relay

07 Customer placed iong distance call to sister. Agent Q5/08/07 We do not currently have an operator assigned to this
discennecied call during conversation and was very rude number,
and hung up on the customer. Customer does rot want to
he pilled for this call

107 Customer states the CA did not foliow each word she said 08/07/07 Team Leader met with CA and sent out lettér to customer
and we need 1o train people correctly on May 5th

o7 VGO user sometimes uses Speech to Speech. Agent would 05/02/07 Team Leader et with CA and coached him if in operator
not process the VCO call using Speech to Speech Just made they need to ask customer if requesting both VCO
kept saying need to call regular relay and Speech tc Speech services

07 VCO customer states CA hung up an tham Customer typed 04/30/07 Team Leader spoke with CA and reminded her to make

“VO" and then waited and the call hung up Customner says
his/her maching is working fine

sUTE 10 USE Al VY when they see VCO and also make sure to
look for the TTY type in case the VOO user decides 10 fype.
CA stated she didrm'l hear anything so she disconnacted the
call but will remember o be more carefut in the future




04/26/07 Caller said he dialed relay and gave number te dial and no 04/28/07 Apologized for problem and opened Trouble Ticket.
operater ever responded. Suspect technical issue with Customer did not want to be contacted on this. Case closed
voice/data transmission. since customer does not want fo be contacted.

04/25/07 OH VCO user called to complain that agent dialed the 04/25/07 Apclogized for the problem. Customer did not want follow
wrong number and kept redialing even after she asked him up. Team Leader met with this agent and discussed proper
to hang up the phone. call procedures. Want over the importance of following

customer instructions. Agent understood.

04/25/07 Calier not receiving typing from relay operator. 04/25/07 Apologized for problem and open Trouble Ticket. Follow-up
required for problem resalition. There is a fix going in on the|
next release to make Turbo Connections more stable for
customer. Solved/Cleared.

04/16/07 VCO customer said operator did a poor job in handiing call 04/18/07 Agent did not recall this incident. Agent is aware of the call

procedure. Operator had typed (M) Hello- and there was no processing procedure.
response, then the operatar hung up.

04/11/07 Customer reported that calls to her friend (TTY) in Florida 04/11/07 Apologized for the frustration and {old her that a Trouble
have not been completing since January. The relay operator Ticket wouid be entered to investigate the problem further.
always gets an ermor message when dialing her friend's Follow up requested. Transferred to the right SME in
number, "this call is not authorized, cait 800-645- Flerida. RPM cailed the custemer and spoke 1o the
0005, . 43T customer's husband. RPM called again and spoke to the

customer's hushand. Customner is satisfied. Test calls
completed fine with no issues. Tried if twice. No problems

04/06/07 TTY customer said agent didn't teil him anything after she 04/06/07 Supervisor immediately met with the agent and she
dialed. She hung up on me with out letting me know what admitted she foerget when she heard TTY tones and just
was going on connected. Supervisor called customer and explained CA

knew a mistake was made and apologized. Customer was
happy with resolution ’

Q32707 Deaf blind customer states the CA was not patient. The 04/02/07 Apolegized. The supervisor will be notified. No follow up.
customer intended to request another call, but the CA Supervisor coached CA to expect longer delays with
disconnected her at approximately 1130 on March 27th. deaf/biind customers, and to calt for supervisor assist if
Customer's notes are in place. and the CA should have having difficulty.
expected a delayed reply

03/30/07 Accuracy of captions 33/30/07 Customer shared feedback regarding accuracy of captions.

Apologized for incidence and thanked customer for the
feadback and informed them that information would be
shiared with appropriate captioning service staff for follow
up. Suggested customer document the date time and CA
number for more specific follow yp
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/05407

Service - General

03/05/07

Technical problem identified. Resolution provided by
network vender

105/07

Service - General

03/05/07

Technical problem identified. Resolution provided by
network vendor,

f30/07

Calier said agent hung up on her.

03/01/07

Apologized for the problem. No follow-up required for this
issue. Supervisor met with the CA who followed procedures
and knows if there is no response, the CA will geta
supervisor. CA was coached to not hang up on any
customers,

f23/07

OH TTY user complained agent hung up on her when she
was still on the line at 10:45 AM, 2/2372007.

03/01/07

Apologized; no follow up requested. Supervisor spoke with
CA, who said she did not hang up an the caller but in fact,
the outbound hung up and the TTY user was mad about the
outbound harging up and dida't seem to understand that the
agent was still there,

'08/07

OH TTY user compiained agent typed to her before she
could type, and then hung up on her 2 times

02/26/07

Apologized, explained that 1 would be sure to inform the
agent supenvisor about the problem. Customer does not
want contact. Supervisor met with CA who foliowed
procedure. Cail came in on the wrong line, CA switched
over 1o TTY line and when it switched over, it seni the
greeting while TTY customer was typing

20/07

TY customer reported CA did not foow request 1o siow
typing. in the past, CAs honored her request but this CA did
not when customer was cailing the doctor.

02/26/07

Apoiogized for problem and suggested to enter Customer
Database Note regarding typing speed; customer's husband
also uses relay and did not want to enter note sp will request
on calt by call basis because some days needs slower
typing than others. Suggested customer request specific
speed and advised complaint ‘would be forwarded to
supervisor Follow up requested. CA coached on typing
speed procedure

2307

Disconnect/Reconnect during cails

0272307

Sent customer information explaining the difference
between a CapTel phone and a traditional phone. Explained
to customer why disconnection/reconnection might be
scoufring and sent latter with 1ips {0 reduce their
uTCLieneS




/14107 Caller reported that CA hung up on her twice. 02/18/07 Mo foliow up requested. Supervisor met with the CA and
coached her on procedures.

/18/07 Caller reported that the VCO call received the graeting, 02/19/07 Apofogized for the inconvenience and told caller the report
"Voice {or Type) now GA", so she spoke giving the number would be sent to the call center supervisor. The number was
and name of the person and to instructions to just leave a branded in C5 as VCO and worked properly. No follow up
message. She waited and waited and nothing happened, requested. This was a technical issue with VCO calls that
then got the typing, “number catlling to pis". She repeated has been reported.
the Information to leave message again, waited again, and
once again received the typing, "number catling to pls."

/05/07 QH Biind TTY user complained agent hung up on her again. 02/15/07 Apologized. Customer does not want contact. Supervisor
Customer felt this was rude coached CA to never hang up on callers.

114107 Captions - dropped characters/garbled text 02/14i07 Customer shared feedback regarding accuracy of captions.
CS Rep apelogized for incidence and thanked customer for
the feedback and informed them that information would be
shared with appropriate captioning service staff for follow
up. Suggested customer document the date™ time* CA # for
more specific foliow up

106i07 Calter said they had to wait eight minutes o speak to 02108107 Apologized to the customer for the problem Follow up not
Customer Service Cailer just wanted management to be reguired on this issue. Call volumes were busy during this
aware of the wait time timeframe

13107 Disconnect/Reconnect during calls 0143107 Explained the difference betwean a CapTel phone and a
traditional phone and why disconnections might be

occurring. Offered tips to reduce ther coourence.
|
|
|
&7 Customer was not able to reach a goverrment ol free 01/25/07 Apolagized for the probiemn Provided VGO number for

number through the Ohio Retay.

Federal Relay. No ollow un




a/a7 OH VCO customer called to compiain that agent was very 01/24/07 Apologized for rugeness. Ne follow-up requested. Coached
rude. The agent reached an answering machine and the CA to be more customer service friendly.
customer left a message, but no confirmation was given.
Customer asked if the message was left and agent typed,
"Yes, your message was left! | already told you that!”
2/07 Disconnect/Reconnect during calls 0t/22107 Sent customer information explaining the difference
. petween a CapTel phone ang a traditional phone Explained
to cusiomer why disconnection/recormectian might be
occurring and sent email with tips to reduce their
occurrence.
/07 Caller reporied that the CA did not respond to his voice. He 01/19/07 Apologized and thanked the caller for letling us know and
kept repeating, "helio, heilo” many times with no response. told him it is possibly a technical issue in the system, but |
would forward the report to the call center. No follow up
requested. Met with CA who was a trainee and was her first
time on the floor taking live calls. Coached CA.
)3f07 Customer stated that when his brother called through Sprint 01/18/07 Apclogized for the inconvenience. Customer wants a follow
IP relay, that the CA 1cld his brother that he was not deaf, up via e-mafl. This agent ID number is unassigned
but durnb. Customer also states that CA said he was not Attempted to contact customer, no reply. While individual
using relay the proper way coaching is not possible the center will watch for and attend
to any concerns similar 1o those desciibed
13/08 Customer stated that this agent dign't follow her instructions 01i18:07 Apologized for the problem and assured that the complaint
and when she asked for customer service the cali was would be sent in as stated. No call back requested. Met with
digconnected CA This call oceurred nine weeks age and CA did not
specifically remearmber it CA dif damenstrate knowiedge of
5 proper procedure for transferring customer 10 Gustome
i ! sevIce
12407 TTY cusiomer stated that the agent hung up on the caller D1ITAOT Apologized No follow-up requested. Met with the CA. CA
terminated.
13406 Cailer said agent dig not follow notes in database. There is Q4707 Apciogized for the pioblem and let customer know problem

a technical issue al present preventing database notes from

appeaiing

wouid be reported No follow-up required. Assignad Trouble
Ticket for {hss issus Tech is resgiving.




01/15/07 Disconnect/Reconnect during calls Q11156407 Explained to customer why disconnection/reconnection
might be occurring and sent email with tips to reduce their
occurrence.

01/02/07 Caller instructed the CA to contact cable customer service G1/11/07 Thanked cailer for letting us know and toid her the report

with SBC and get a live person. CA kept asking if wanted would be sent to the call center supervisor. No follow up

SBC Customer Service, and caller repeated. Caller does not] requested. Supervisor met with CA who said she dialed the

want this CA to handle any more of her relay calls. phone number, and the phone was answered Comcas!
Customner Service. The CA asked the customer for
clarification. CA again asked, saying she was confused,
Did you want SBC or cable company?" Calier then hung up.
CA was trying to be helpful making sure she was connecting
caller to the right company. Team Leader informed CA that
it is proper and helpful to ask for clarification to be certain
the CA is processing the call as caller wanted and following
CSt guidelines.

12/18/06 Agent did not react notes to not type answering machine 011107 Thanked the customer for letting us know and assured that
message but to just type “(Ans Mach)" Ga so they could the complaint would be sent in as stated. No call back
leave a message first time. Agent also hung up on the requested. Team Leader met with the CA and coached CA
customer when she asked to redial to get through the to always read customer notes and never hang up on
privacy manager customers

01/05/07 Caller said CA diaied incorrect number twice and waited 5 01/05/07 Apotogized for confusion. CA did in fact dial the number
minutes for a supervisor. provided by the calter twice. Did not take 5 minutes to get

supervisor. AG processed call with supervisor overlooking
with ne further incident. No action taken. Non-agent error
This was observed by Team Leader

12:08:06 Ohio VCO user called to complain that agent did not follow G1/04/07 Apologized for the problem. Gustomer did not request foliow
har instructions that are in her notes and that agent argued up. Met with CA. Coached CA to always follow customer
with her when she questioned agent about what happened notes
during the call.

21/03/07 GH VCC user complained agent kept repeating same 01/03/07 Apciogized. and entered Trouble Ticket. No foilow up

greeting with GA than nothing Agent could hear her but
caller was unable to use VCOD Customer felt agent needs
trammng

requested Verified info with Sprint contact person
technician was unable to duplicate issue. Agent was spoken
with and it was deterrnined that there was no problems on
supsequent calls. PC was rebooted as a precaution No
additional reports of this nature have baer recsived




12/15/06 Captions Lag tco far behind voice 12/18/06 Customer shared feedback regarding captioning speed. C5
Rep apologized for incidence and thanked customer for the
feedback and infarmed them that information would be
shared with appropriate captioning service staff for follow
up. Suggested customer document the date, time and CA
number for more spegific foliow up.

12/14/086 Caller said agent did not read database notes about not 12/15/08 Apotogized for the problem. Foliow not required on this

explaining relay or her catl, issue. We cuirently do not have an agent assigned to the ID
number provided io us.

12/09/08 Customer complained that the operator did not foilowing his 12/09/06 The complaint was noted into the system and an apology
instructions. He asked for a male operator and the was given to the customer.
answering operator continued the cail. The customer also
asked the operator to ask for a specific person and the
operator did not ask for that person,

42/05/08 OH voice customer called to report she has been unable to 12/05/06 Apologized and opened Trouble Ticket. Customer called
call her TTY friend via relay for "quite soma tme.” She says and left a message thanking us for taking care of her issue
relay always tells her the line is busy, but her friend tells her and she is happy now
the phone was not busy, and they can speak without troubie
if her friend calls her back,

11/30/08 Customer stated that he called his eye doctor and he felt 11/30/06 The Agent's Team Leader and Center Manager both met
that the words that the CA typed back, inctuding profanity, with agent. She was coached and, due to the seriousness of|
could not be the words that his doctor's receptionist would the complaint, put on the final warning level of corrective
use. At the end of the cali the CA typed "thank you for using action and it was made clear o her that another complaint
Ohio Relay, retard.” like this could resuit in her termination. Customer had

requested phone follow-up. Center Manager called
customer immediately after meeting with CA and spoke with
customer. Customer was satisfied with resolution.

12/01/08 Caller reported that on 11/30/06 on call to doctor office, CA 11/30/086 Apologized, wants follow-up ASAP. Due to the seriousness

dialed and rang 3-4 times then typed "line went dead *
Redialed and CA typed "idiot stop saying GA" and hung up
Redialed and CA typed "oh is this you again retard?" and
hung up. Redialed and CA typed "hey (foul name) F you "
Spoke to supervisor, who said agent would be spoken to.
Afterward caller visited doctor office to accuse receptionist
of foui rermarks. Those remarks were denied

of the complaint, both the Team Leader and Center
Manager met with the CA immediately. Becatise this was
the second call in less than two months with a similar
complaint, the CA was placed on final warning and it was
made clear that any further instances could resutt in
termination. Custormner was followad up with customer at
5.00 PM, approximately one heur after the complaint was
lotiged. and he was satisfied with the follow-up. Followed
up with customer and advised that there were no misdiais
dunng the timeframe in question. The center manager also

contacted customer to advise ¢f the status of the operalcr
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11/20/06 WCO customer reported CA did not know how to transfer to 11/20/06 Apologized for problern and advised complaint would be
Relay Customer Service so customer needed to hang up forwarded to supervisor. Customer did not request contact.
and dial directly to reach Sprint Relay Customer Service. CA remembered catler requesting to dial customer service

number, gave number, and did not ask for fransfer to
customer service. Aiso stated that the call did not dial out
{no dial tone) at that tfme. CA was questioned on options
available to try when calls do not dia! out immediately, CA
showed correct Knowledge of calt processing in this area.

11/29/06 Captions - dropped characters/garbled text 11/29/06 Advised customer 1o contact telephone company to ensure

functional line.

11/22/06 OH voice cailer received upsetting calls via Sprintip. Caller 11/27/06 Customer was referred from FCC for call blocking of relay
has worked in audiology, and is very much aware of relay calls. Apologized, explained we can never block relay calls,
services. She is amazed this abuse of such a necessary as mandated by FCC guidelines of July 1, 2005, Provided
service can happen. Relay Account Manager contact inforration. Custorner does

want contact as well from account manager. Sent detailed
email to customer but no response from her.

11/22/06 Calter said she used Sprint IP Relay to dial 800 432 0762, 11/27/08 Did not mention this {o the caller, but had received a call
which connects to the Michigan Relay Supervisor Desk. The from an Ohio Relay supervisor named Penny earlier in the
calter is deaf, and a manager at that center, and wanted to night. The purpose of that call was to get Michigan Relay's
speak with an employee there. This was indicated at the regular access number, which is indeed different from the
beginning of the call. The agent said that she could nct number which the caller was trying o reach. | apoiogized for
process a call o another relay service. When the caller the delay which the caller had experienced. She replied that
pointed out that she was not trying {0 reach another operator! most Sprint 1P agents do a fantastic job, but this supervisor
directly, supervisor was contacted and kept the caller was unduly suspicious and insensitive. There was also
waiting for 15 minutes to verity the accuracy of the some confusion about why Juanita identified herself as an
informaticn. The caller found this an offensive implication Ohio Internat Relay representative when the Internet relay
{hat she was lying. She then placed the call with a different service is not state-specific. E-mail follow up requested.
agent. Met with supervisor explained that while we don't process

relay to relay with two different agents on the line, we do
allow customers 1o call ather relay centers where they are
dialing to speak to a specific person at that canter, Coached
supervisor to prevent this from happening in the fulure.
Contacted customer and apologized

11/22/08 Voice custorner feit that this CA did not handle the cal! very 11/22/08 Apologized to the customer for any inconvenience this may

well. The customer felt uncornforizable with the CA becalse
she was rude throughout the relav call

have caused. Agent had discussion with Supervisor. Agent
is awaie of importance of being polite all times Agant does
rot handle OH Falay cails however,




306

Supervisor was véry rude when called over. For example,
when asked for her number, said she did not have one.
When comered that all CAs have them, she grudgingly
admitted that she had a supervisor number and provided it.

11/21/06

Calmed the customer down and apologized for the
inconvanience. | said that the person shoutd be spoken with
10 prevent future problems, The customer does want follow
up. Met with the supervisor in question on and coached her
to always provide numbar immadiately and to make sure
she always maintaing a pleasant tone of voice, Calleg
customer back and apologized for the incident.

7I06

Accuracy of captions

11/17/08

Customer shared feadback regarding accuracy of captions.
€5 Rep apologized for incidence and thanked customer for
the feedback and informed them that information would be
shared with appropriate captioning service staff for follow
up. Suggested custorner document the date, time and CA
number for more specific follow up.

306

Customer asked for cusiomer service and the agent dign't
transfer but asked what number to dial

11/16/06

Apologized 1o the custormer and assured that the complaint
would be sent in as stated. No call back requested. Agent
did not recail specific call, or problems with cther calls that
night. Agent correctly describec process in transferring calls
o customer service, remembering 1o give C3 phone
number if problem in transfer. Agent also correctly explained
when there would be a need fo inform a caller that they
reached the wrong number.

/06

Caller said they placed call and it was a wrong number so
catler asked agent what number was dialed. Cailer thought
s/he may have given wrong number and agent said s/he
was not ajlowed to give that information. Caller then asked
for Customer Service number, agent said s/he was not
allowed to give that information. Caller then asked to speak
o a supervisor and same thing, not allowed. Caller became
upset and wanted to know about this,

11/15/06

Apologized for the problem and explained that agent is
allowed to help the customer by giving these numbers to
customer. Follow up with customer is not required on this
issue. CA explained that it was an Internet call that dropped
in. Not knowing that cails cannot be techn:cally feasible to
be transferred from the Internet, several unsuccessful
attempts were made to transfer the cail to customer service.
CA thought both cali-to and call-from numbers cannot be
given to the customer upon request due {0 company palicy.
Coached CA to provide only the call-to number not the call-
from number upon custormer's request.

8106

Caller reported that the operator was talking loud, yelling at
her and being rude.

11/08/G6

Rep was urable {0 enter CS Live so report was forwarded to
CS§ in MO the next morning. Customer requests a follow up
call at number provided. We currently do nat have any of
our CAs assigned (0 the ID number furnished by the
customer. Therefore, we cannot locate and meet the CA in
question for a coaching opportunity. | have reached the
customer successfully, however the customer wouldn't aliow
the relay agent who was facilitating the call to explain
Internet relay during the call set-up The customer
disconnected the call. | had the agent redial and have the
agent relay my message in the hopes that the custcrmer
woula stay ai the line Much to ro avail, the customer
disconnected the call a second ths




2/06

OH VCO customer called to say agent didn't seem tc be
paying attention to the call. Several times she spoke to her
and the agent didn't answer untit she typed. The customer
asked the agent why she didn't answer and the agent said
only, "I didn't hear what you said.” The agent also misdialed
the nurnber given twice.

11/02/08

Apoclogized for inconvenience. Customer wants a call back.
Please leave a number o she can retuen the calt if she is
out. Team Leader met with this agent and went over proper
call procedures. Told agent that she should confact a
supenrvisor if they are experiencing technical difficuities.
Explained the importance of following customer instructions.
Agent understood. Atternpted to contact customer, laft
follow-up number but never heard from customer.

108

OH VCO customer stated he is not able to make a long
distance call with his COC, which is in the database.
Customer stated hearing peopie are able to make the long
distance call from his home but he is not able to make a LD
calt through relay, This has been going on since Aug 16th
2006. Customer gets a recording that says “all circuits. are
busy."

11/01/08

Apologized to the customer, and turned in Trouble Ticket.
Customer would tike follow up. RPM called yesterday
threugh Video Relay Services but no answering machine.
RPM tried to use TTY to call the custermer today at 1 p.m.
and at 3 p.m. and left messages.

5/06

CA did not understand what caller said when she gave a
number with SBC. She wanted to bill the call to SBC, but

the CA dialed and got answer to ask for the name with SBC.

Caller felt the CA was not experienced and did not do a
professional job

10/28/06

Apologized for the misunderstanding and told her the report
would be sent to the supervisor. Follow up requested and
caller said that she is never contacted by the supervisor
when she asks for follow up. She wilt report to FCG if no
contact is made this time. After | spoke with the CA and TTY)|
customer at separate times, both seem to have
misunderstood each other as to how the dial-cut instructicns
should be carried out. CA wasn't deliberate in not following
the customer's instructions; rather the instructions were
what CA thought should be followed. Coached CA to ask for
ciarification first, before dialing out. During my follow up TTY
conversation with the customer, apclogized on CA's behalf,
to the customer for the inconvenience we caused.

1708

Caller said agent did not announce relay call and person
she called hung up

10/16/06

Apolegized for the problem. No follow-up required on this
issue. Spoke with CA about this particular compiaint. CA
explained that the TTY customer was upset because the
cutbound caller disconnected the call after the CA
announced the call. The CA dialed back per customer's
request and reached an answening machine. TTY customer
biamed the CA for disconnecting the call the first time. The
fioor supervisor confirmed that the CA was teliing tha truth
Attached to the hard copy is a document detailing the
moident supportng CA's statermant




10/14/08

528 customer wanted to make a formal complaint about
agert who he felt that did a horrible job of handling his call.
The custemer was trying to end his cail by saying, "I'm
getting ready to sign off, kindly regards” and the agent could
not understand. The customer wanted to know if there is a
way to inform 525 operators of certain technigues this
customer uses. He was also wondering if a cassette tape
could be made of his voice to help train new $25 operators.
He alsc mentioned having new operators sit with his "top"

. .

10/06/06

10/14/06

Entered complaint into CS Live. Assured customer that a
call back {through S2S relay) or an email would be sent so
that he can discuss this further and get resolution of his
complaint. The CA ID number provided is currently ot
assigned to any of our employees. Therefore we could not
meet and coach the CA in question. Emailed a foliow up
letter.

Agent asked customer if they wanted the speed reduced.

10/06/08

Apologized. No follow-up requested. Team Leader coached
CA niot to ask to adjust the typing speed if a biind/deaf caller
comes in with no notes posted. Coached CA that if the user
wanted the speed to be lowered that it would already be in
the notes. Otherwise, process the call at regular speed.

10/06/06

Accuracy of captions

10/06/66

Explained how the CapTet works and how the quality of the
phone line or network affects the quality of the captions.
Expiained hew to contact the phone company to have them
check the quality of the line. Suggested customer document
the date, time and CA number. for more specific foliow up.

05/25/06

Asked agent to cali bank and she hurg up. Customer has
had problems before with this particular CA. She placed the
call and disconnected when there were no TTY tones,

10/04/06

Apolegized to the custorner for any inconvenience this may
have caused. Wilt have the supervisor follow up with the
customer by phone. Met with CA and coached on
disconnection procedure. Also get a floor supervisor to
disconnect or verify that CA followed instructions. Informed
the customer that this CA was placed an corrective action to
hopefully ensure that disconnects wen't happen

10/04/06

VCO caller was very upset. CA dialed the wrong number.
Calier told the CA this. CA repaatedly asked the cailer to
repeat the number. Caller was held up about 5-10 minutes
because of this.

10/04/06

Apologized to the customer for any inconvenience this may
have caused. Met with CA immediately. Coached him to call
for assistance if having trouble understanding or needs help
with call processing.

10/04/06

TTY user placed a call. After the cali was over, the TTY user
saw. (Person hung up) ORS XXXF GA or SK. The CA did
not give the customer a chance to respond before the CA
typed, "thanks sksk” followed by an unpleasant remark.
“slowpoke” before the CA disconnected the call. TTY user
has cerebral palsy and is not a fast typist and was highty
offended by this caif

10/04/06

Apologized to the customer and that this behavior wasn't
acceptable. Customer requested follow up, however no
contact information was furnished. GA did not remember
this particular call and said s/he is not rude fo any caller
especiatly one that's disabled. Coached CA to make sure to
have the floor superviser document the call before
disconnecting the cali because there were no response
received from the calier

10:04/08

Caller has baen getling numerous fraud calls at his
business. He was wondering if a block could be put on his

line

10/04;08

Informad caller we cannot put a biock on his fine Suggested
he contact his local phone company to see if they can assist
with that. Also gave the number for the FOC to report fraud
No failow up reguires




